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Abstract. PT. XYZ is a retail company that distributes electronic, furniture and home appliance 
products across Indonesia. As the business grows, the company faces many problems in manages 
their customer. So the company decided to implement CRM system based on cloud computing to 
manage their customer relationship.  
This research  aims to evaluate the performance of CRM System based on cloud computing 
(Salesforce.com) on PT. XYZ which the results can be used by management to make decisions and 
strategies for the next steps. The performance evaluation divided into 3 which are financial, 
technology and business evaluation. The result shows that the system is working as expected. It has 
good financial, technology and business performance. Conclusions obtained from this research are, 
the company can continue the subscription of salesforce.com and even develop their system to cover 
and manage all company’s customer.   
Introduction 
As a result of business and technology globalization, business competitions among firms are 
becoming tougher. Nowadays, firms must not only have high quality of products, but also have high 
level of services to be able to survive. Increasing customer value and maintaining customer 
satisfaction have become key factors of a firm’s strategy. Customers have become more dependent 
on the company as their lifetime value grow with the company, and in this way there is less chance 
that customers will be attracted of the lower price offers by other competitors (Phelps, 2001). But it 
is not easy for firms to attain its customer value, because today’s customers are more highly 
educated, more specialized, living longer, and more influenced by the global culture than ever 
before (Wilson, Daniel, and McDonald, 2002). In order for firms to be able to manage customer 
needs and reach customer expectations, Customer Relationship Management (CRM) is what they 
need. 
CRM builds on the philosophy of relationship marketing that aims to create, develop and 
enhance relationships with carefully targeted customers to maximize customer value, corporate 
profitability and thus shareholders value (Frow and Payne, 2004). According to (Hughes, 2003, p. 
21), there are two fundamental goals under consideration for designing CRM. First was to maintain 
relationships with customers based on customer information by communications and contacts with 
them and second is to make right offering to the right customer at the right time with the help of 
available information, so that sales can be increased and customers become happy. 
PT. XYZ which is the leader of Retail Companies in Indonesia, distributes electronic, furniture 
and home appliance products across Indonesia. The company now has 77 branches and more than 
400 outlets spread across the region. The change and growth in the company and the business 
pressure from competitors require them to realize the importance of customer relationship and 
customer value in their business. But in a meantime, their existing systems cannot support the 
company to manage customer relationship and to increase its customer value, especially for 
corporate customers (Business to Business). The company’s existing system handles all customer 
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 transactions from all customer level, it does not have special module to differentiate between 
corporate customers and general customers. It then causes difficulties for the company to manage 
their corporate customers. 
Cloud computing is one of the IT industry’s newest buzzwords. With cloud computing, 
companies can have IT solution without investing in new infrastructure, training new personal, or 
licensing new software. Cloud computing promises to cut operational and capital costs, companies 
no longer have to worry about server or software updates and other computing issues, it’s all taken 
care by third party or vendor. 
Implementation of CRM system based on cloud computing is the best solution for PT. XYZ, 
besides that it can solve the company’s existing problem without requiring the company to 
overinvest in the infrastructure. Using cloud computing can also support the company’s IT strategy 
in future. As an initiative step, the company decides to start with the implementation of CRM 
system that specializes for corporate customers. The company decision is supported by two reasons. 
First, it is in line with the company strategy which is to improve management of corporate customer. 
Second, the company using “appetizer” approach (Anthony T. Velte, 2010, p. 159) in order to 
reduce the risk of the system migration to the cloud. 
As we know that cloud computing is still a new technology that is rarely used in Indonesia, and it 
is necessary for PT. XYZ to evaluate the system. So this research focuses on the performance 
evaluation of the CRM system from three different views, which are financial, technology and 
business. The purpose of this evaluation is to see if the system is working as expected or not and the 
result can be used for management to make decisions on the next investment. 
Cloud Computing Research Methodology 
As shown on the Figure 1 the Methodology flow starts from background and problem 
identification to identify the company’s requirements, followed by the cloud computing best 
practice. Cloud computing technology is rarely used in Indonesia because of Nation’s infrastructure 
problem and its security issues. When a company has decided to use the cloud technology, there are 
countless things that the company should consider, ranging from the technical side to the human 
side. Cloud computing best practice helps the company in a good ways to go about making change 
to ensure an optimal experience. The next step is System implementation. This step is to ensure that 
implementation phases are executed effectively and exceed the expectations. After implementation, 
the next step is to evaluate the system. We divided evaluation in to two which are financial 
evaluation using Cost Benefit Analysis and IT system evaluation using Stefan Cronholm 
methodology. Finally, after the implementation and evaluation phase, we come to conclusions of 
this paper. 
Cloud Computing Best Practice. When a company has decided to use the cloud technology, there 
are countless things that the company should consider, ranging from the technical side to the human 
side. Cloud computing best practice helps the company in a good ways to go about making change 
to ensure an optimal experience. We have summarized the cloud computing best practice (Anthony 
T. Velte, 2010) into four simple steps, described as follow: 
Step 1: Company Preparation 
This step is to analyze what application and data that the company should and should not move 
to the cloud and determine the service and deployment model that suits the company condition. 
There are few things that have to be considered before we decide to use the cloud technology, such 
as, security of mission-critical application, data and amount of network resources as well as 
bandwidth requirement. This step includes: 
-Figure out what to move 
-Service model and deployment model selection 
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Step 2: Finding the right vendor 
 After the company has decided what application and data to be moved to the cloud and what 
service and deployment model they want, the next step is to choose the right vendor. There are four 
criterions that must be considered in choosing vendor, which are: 
-Specialization, the vendor should be specialist in application that the company requires. For 
instance, Symantec is a specialist for data backup and restoration application, Salesforce.com is a 
specialist for CRM application. 
- Support at the right time, the company has to make sure the support that given by vendor is 
good, such as, does the vendor support the company the way they need support? Are they easy to 
work with? What is their support like? 
- Low cost, to ensure the price by comparing it among vendors. 
- Track record, to ensure the company reputation, and capabilities. 
Step 3: Establishing a baseline and metrics 
 This step is to establish the baseline and metric to compare the company requirements with the 
vendor capabilities. The baseline and metrics are as follow: 
- Performance 
- Security 
Step 4: Read the fine print 
 This step is to make sure that the company checks the contract thoroughly to see if there is a user 
and data storage limitation, sometimes vendors will allow a low number of users and data storages. 
Then, as company business grows, company gets hit with awful penalty charges. 
 
 
 
 
 
 
 
 
Figure I. Research Methodology. 
System Implementation Phases: To ensure that implementation phases are executed effectively 
and exceed the expectations, we use implementation best practice from salesforce.com that has been 
modified by the vendor to match with the company situation and condition. There are five steps in 
this implementation phases, described as follows: 
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Figure 2: Implementation Phases 
 
Step 1: System Set Up 
This step is to set up the company basic information in the system. These settings include: 
- Company Profile - Verifies company date display, language, fiscal year definition, etc. 
- User Profiles - Assigns a set of permissions to particular users. 
- Organization-Wide Settings - Defines basic access permissions in the file level. 
- Role Hierarchy - Defines how data rolls up in reports and which roles can see and report on the 
data of other roles. 
Step 2: Data Import and Integration 
This step is to integrate and import the company data such as accounts, contacts, and items 
information to the system. 
- Identifying data source 
- Listing fields in current data records 
- Mapping current fields to the new system fields 
- Testing the import - test a small sample before going ahead with the full import. 
- Importing final data 
Step 3: User Acceptance Test 
This step is to ensure that the new system can actually meet the essential user requirement. First, 
the project team will identify the people who can well contribute to the system testing. And then, the 
project team will be responsible for coordinating the preparation of all test cases and the UAT group 
will be responsible for the execution of all test cases (with support from the project team). 
Step 4: User Training 
 This step is to train the users to use the system. There are two kinds of user trainings that 
must be done which are, end-user training and administrator training. 
Step 5: Going Live 
 After all the steps above have been performed, the system is ready to go live. The company 
has to set the go-live date and announce to everyone in the company. Send an email to the company 
congratulating everyone on the project team, as well as the users who attended the training. 
System Set-up
Data Import & 
Integration
User Acceptance 
Test
User Training
Going Live
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 Evaluation.  
Financial Analysis. We use Cost Benefit Analysis (CBA) for the financial evaluation. This financial 
evaluation consists of Simple Return on Investment (ROI), Simple payback period, Net Present 
Value (NPV) and Sensitivity Analysis. 
IT Evaluation. We decided to use Stefan Cronholm’s (2003) approach to evaluate the system 
because it provides three simple steps and six evaluation types to choose according to the 
company’s situations and conditions. 
 
Plan the evaluation
Evaluate according to chosen 
evaluation type
Draw conclusions
 
Figure 3: The general evaluation (Stefan Cronholm, 2003) 
 
We choose type 5 (Goal-based evaluation of IT-systems in use) and type 6 (Criteria-based 
evaluation of IT-systems in use) to evaluate the system. Type 5 is to evaluate the CRM system and 
type 6 is to evaluate the Cloud Computing. 
 Type 5 is a combination of goal-based evaluation and IT-systems in use. This combination 
means that the evaluation is performed according to some predefined business goals and that the 
object of evaluation is the IT-systems in use. This type of evaluation suitable for evaluate CRM 
system because CRM system has explicit business goals to be achieved which can be measure 
through KPI. 
Type 6 is a combination of criteria-based evaluation and IT-systems in use. According to 
Stefan Cronholm 2003, In order to perform criteria based evaluation he suggests that the evaluator 
starts with choosing appropriate criteria. The criterion chosen depends on the desired evaluation 
perspective. So based on that method we discuss with the company to create criterion that meets 
company requirements, which are: 
- Functionality, the capability of the software to provide functions which meet the stated and 
implied needs of users under specified conditions of usage (what the software does to meet 
needs). 
- Reliability, the capability of the software product to maintain its level of performance under 
stated conditions for a stated period of time. 
- Usability, the capability of the software product to be understood, learned, used and provide 
visual appeal, under specified conditions of usage (the effort needed for use). 
- Efficiency, the capability of the software product to provide desired performance, relative to the 
amount of resources used, under stated conditions. 
- Maintainability, the capability of the software product to be modified which may include 
corrections, improvements or adaptations of the software to changes in the environment and in 
the requirements and functional specifications (the effort needed for modification). 
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 - Portability, The capability of the software product to be ‘transferred from one environment to 
another. The environment may include organizational, hardware or software.’ 
 
And the methods we use to evaluate the criterion are shown as follows: 
 
Table 1: Evaluation Method 
 
No Criteria Method 
1 Functionality   
a - Suitability 
Questioner 
(users) 
b - Accurateness 
Questioner 
(users) 
c - Interoperability 
Interview 
(admin) 
d - Security 
Interview 
(admin) 
2 Reliability   
a - Accessibility 
Questioner 
(users) 
b - Recoverability 
Interview 
(admin) 
3 Usability   
a - Understandability 
Questioner 
(users) 
b - Learnability 
Questioner 
(users) 
c - Operability 
Questioner 
(users) 
d - Attractiveness 
Questioner 
(users) 
4 
Efficiency - Time 
Behavior 
Questioner 
(users) 
5 Maintainability   
a - Analyzability 
Interview 
(admin) 
b - Changeability 
Interview 
(admin) 
c - Testability 
Interview 
(admin) 
6 Portability 
Interview 
(admin) 
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 CRM  Methodology.  
Cloud Computing Best PracticeSystem Implementation Phases.  
Step 1: Company Preparation 
The company has decided to adopt new CRM system on cloud. By the consideration of 
security and risk, they used phased-in approach rather than move everything all at once. So for the 
first step, they only moved the corporate customer data. 
Due to the limited resources of the company and the characteristic of the models, they 
decided to use SaaS as a service model and public cloud as a deployment model. The details are 
described as follows: 
 
Table 2: Company Preparation 
 
Company Preparation Reason 
What to move 
Corporate 
customer 
application 
and data 
Use phased-in 
approach 
considered to 
risk and security. 
Service model 
Software 
as a 
Service 
The company 
has limited 
resources 
(Human resource 
for develop, 
Technology 
resource for 
maintain, Budget 
for invest). 
SaaS is best 
suited for CRM 
application 
because of its 
best practices 
and 
characteristics. 
Deployment 
model 
Public 
Cloud 
Public cloud is a 
standard 
deployment 
model for cloud 
computing. 
The company 
has limited 
resources 
(Human resource 
for develop, 
Technology 
resource for 
maintain, Budget 
for invest). 
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 Step 2: Finding the Right Vendor 
After the company has decided what application and data to move to the cloud and what 
service and deployment model they want, the next step they need is to choose the right vendor. After 
considering various factors and criteria, they choose to use Salesforce.com cloud service and PT. 
ABC as their vendor.  PT. ABC, which is located in Jakarta, is a subsidiary of ABC Technology Pte 
Ltd in Singapore. ABC is a partner and system integrator of salesforce.com. The details are 
described as follow: 
- Specialization 
Salesforce.com is the pioneer and the market share leader for the SaaS CRM. It offers a 
powerful combination of performance, functionality, and affordability to help businesses 
significantly enhance their customer-facing operations. More than 27.000 companies have 
implemented salesforce.com solution to coordinate and streamline customer-facing processes across 
their business. 
Salesforce.com is also a very feature-rich solution. It offers a comprehensive suite of 
application for sales force automation, marketing automation, partner marketing, call center 
management, and customer service and support. The primary benefits of Salesforce.com are easy of 
deployment and user-friendliness that they offer. By delivering applications that are powerful and 
highly-functional, yet intuitive and easy-to-use, Salesforce.com has enabled its customer to achieve 
user adoption rates that are well above the industry average. 
As for the ABC, it is the system integrator specializes for Salesforce.com. ABC is the top ten 
performing partners in Asia and top three partners in the ASEAN region for Salesforce.com. 
- Support at the right time 
Salesforce.com has many partners around the world which facilitate the support for 
consulting, implementation and deployment process. ABC is one of the Salesforce.com partners 
which is located in Singapore and has its subsidiary in Indonesia, Jakarta. PT. ABC offers the best 
support for its customer, especially who are located in Jakarta such as consulting support, fast 
feedback, and face to face meeting. 
- Low cost 
Salesforce.com is not the cheapest CRM cloud vendor. There are more CRM cloud vendors 
that offer lower cost such as Zoho CRM, SugarCRM, and Salesboom. But considering for value and 
support, Salesforce.com offers the best price. Although Salesforce.com is not the cheapest CRM 
cloud vendor, but the value it offers to the company is worth its cost. 
- Track record 
Known as the pioneer and market share leader of CRM cloud vendor, salesforce.com has a 
proven 99.9+ % uptime record for years. To ensure maximum uptime and continuous availability, 
Salesforce.com provides redundant data protection and the most advanced facilities protection 
available, along with a complete data recovery plan. 
 As a proven leader in availability, trust.salesforce.com is a public website provided by 
salesforce.com to provide daily service-quality data. By making salesforce.com track record 
completely transparent, salesforce.com shows it is worthy of customer’s trust. 
 
Step 3: Establishing a Baseline and Metrics 
Once the company has selected a cloud vendor, then the next step is to establish a baseline 
and metrics to measure between company requirements and vendor capabilities. The details are 
described as follow: 
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 Performance 
- Requirement Fulfillment 
 PT. ABC fulfilled all the company requirement and present new BPR which covered, Target 
Management, Account Management Process, Contact Management Process, Lead Management 
Process, Product and Pricing Management Process, Opportunity Management Process, Sales 
Forecasting Process, Customer PO Management Process, Sales Order Management Process, Invoice 
Management Process, Delivery Order Management process. 
- Connection Speed 
We used www.speedtest.net to test the connection speed from the Company’s ISP that is 
located in Jakarta to the Salesforce.com’s servers that are located in Singapore. The result shows 
that the company connection was grade B (good) and has a consistence connection speed. Table and 
figure below shows the consistency of connection speed. 
 
- Project Time 
 PT. ABC offered fast system implementation time (6 months). The project time detail shows 
below: 
 
Table 4: Project time 
No Major Milestones 
Effort 
Start End 
(hours) 
1 Project Planning and Kick Off 5 19-Nov-10 19-Nov-10 
2 Business Process Review and Redesign 62 22-Nov-10 2-Mar 
3 SalesForce Setup & Customization 145 4-Mar 11-Apr 
4 Data Import 20 11-Apr 12-Apr 
5 
UAT and Pre-launch Testing and Fine 
Tuning 
48 13-Apr 18-Apr 
6 End User Training / Workshop 19 27-Apr 27-Apr 
7 Admin User Training 14 28-Apr 28-Apr 
8 Deployment & Go-Live 19 2-May 2-May 
9 Post Implementation Review & Signoff 19 2-May 29-Jul 
  Total 351     
 
Security 
Secure Data Centers 
Salesforce.com service is collocated in dedicated spaces at top-tier data centers. These 
facilities provide carrier-level support, including: 
a. Access control and physical security: 
- 24-hour manned security, including foot patrols and perimeter inspections 
- Biometric scanning for access 
- Dedicated concrete-walled data center rooms 
- Computing equipment in access-controlled steel cages 
- Video surveillance throughout facility and perimeter 
- Building engineered for local seismic, storm, and flood risks 
- Tracking of asset removal 
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 b. Environmental controls: 
- Humidity and temperature control 
- Redundant (N+1) cooling system 
c. Power 
- Underground utility power feed 
- Redundant (N+1) CPS/UPS systems 
- Redundant power distribution units (PDUs) 
- Redundant (N+1) diesel generators with on-site diesel fuel storage 
d. Network 
- Concrete vaults for fiber entry 
- Redundant internal networks 
- Network neutral; connects to all major carries and located near major internet 
hubs 
- High bandwidth capacity 
e. Fire detection and suppression 
- VESDA (Very early smoke detection apparatus) 
- Dual-alarmed, dual-interlock, multi-zone, pre-action dry pipe water-based fire 
suppression 
 
Secure Transmission and Session 
- Connection to Salesforce environment is via SSL 3.0/TLS 1.0, using global step-
up certificates from VeriSign, ensuring that the users have a secure connection 
from their browser to Salesforce.com service 
- Individual user session are identified and re-verified with each transaction, using 
a unique token created at login 
 
Network Protection 
- Perimeter firewalls and edge routers block unused protocols 
- Internal firewalls segregate traffic between the application and database tiers 
- Intrusion detection sensors throughout the internal report events to a security 
event management system for logging, alerts and reports 
- A third-party service provider continuously  scans the network externally and 
alerts changes in baseline configuration 
 
Disaster Recovery 
- The Salesforce service platform real-time replication to disk at each data center, 
and near real-time data replication between the production data center and the 
disaster recovery center 
- Data are transmitted across encrypted links 
 
Backups 
- All data are backed up to tape at each data center, on a rotating schedule of 
incremental and full backups 
- The backups are cloned over secure links to a secure tape archive 
- Tapes are not transported offsite and are securely destroyed when retired 
 
Step 4: Read the Fine Print 
The company has signed the contract with two parties. The first was with salesforce.com for 
the software licenses and services, and second with PT. ABC for the consulting and implementation 
services. 
Applied Mechanics and Materials Vol. 234 119
 The Critical points that have been considered are: 
- User licenses consist of 5 licenses for Marketing Director, Marketing Manager, Account 
Executive, IT Administrator, and Pricing. 
- Physical location of the company’s data: Salesforce.com has three main data center that are 
located on Chicago, New York and Singapore.  The company’s data are stored in the 
Singapore data center. 
- And the other points such as the vendor responsibility of the company’s data and intellectual 
property rights also have been stated in the agreement. 
Points above are strengthened by “UU ITE No.11 Tahun 2008” from chapter 15 to 18. 
 
Implementation Phases. To ensure that implementation phases are executed effectively and 
meet the expectations, we use implementation best practice of the salesforce.com that has been 
modified by the vendor to match the company’s situation and condition. 
 Step 1: System set up 
 The company set up all their basic information and setting such as, company profile, user 
profile, role hierarchy, user matrix, etc. 
 
Step 2: Data import and integration 
 Integration with current system 
 Data to migrate 
Data to migrate is a onetime migration before the CRM system is up and running. Data to 
migrate are: Account (Customer), Contacts, Products, Quotation, Customer PO, SO, DO, 
and Invoice 
 
Daily Transaction 
Daily transaction is integration procedure for once system is up and running. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 5: Daily Transaction 
 
Data to integrate are: Product, Account (Customer), Customer PO, Sales Order, Delivery 
Order, and Invoice 
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 Scenario of Integration with current system 
 Integration game rules 
- The originator system who create the data is the only one who can update the 
data 
- The dumb system is only receive the data 
- The dumb system is receiving add, edit (cancel) transaction 
- The originate system will have status new, confirm, exported, cancel 
- The dumb system will have cancelation status yes & no 
 
Integration requirement – manual method 
- All integrations are using manual import method and csv file format. 
- Product – one way from CRM to Calisto 
- Account (Customer) – one way from CRM to Calisto 
- Sales Order – one way from  CRM to Calisto 
- Invoices – one way from Oracle to CRM 
- Delivery Orders – one way from Oracle to CRM 
 
Step 3: User Acceptance Test 
UAT was performed by the company project team which consists of PIC from operation 
support, fleet user, IT, and merchandising department. UAT was performed in sand box system. The 
schedule of the UAT is shown below: 
 
Table 5: System implementation Gantt chart 
Date Business Process Function 
Wednesday, 
13/04/2011 
Target Management 1. Company Targets Annual 
10:00 – 12:00 2. Individual Target 
SIT Account & Contact Management 1. Account Profiling 
  2. Account Credit Standing 
  3. Contact Profiling 
  4. Export Account 
  Lead Management 1. Lead 
  Product & Pricing Management 1. Item Master Data 
  2. Master Data of Product for 
Quotation 
  3. Item Pricing 
  4. Export Product 
  Opportunity Management 1. Opportunity 
  Forecasting Management 1. Sales Forecast 
Wednesday, 
13/04/2011 
Customer PO Management 1. Quotation 
13:00 – 16:00 2. Costumer PO 
SIT 3. Customer PO Items 
  Sales Order Management 1. Sales Order 
  2. Export Sales Order 
  Invoices Management 1. Import Invoice 
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   2. Check Invoice at CRM 
  Delivery Order Management 1. Import Delivery Order 
  2. Check Delivery Order at CRM 
Tuesday, 19/04/2011 Account & Contact Management 1. Account Profiling 
10:00 – 12:00 2. Account Credit Standing 
UAT 3. Contact Profiling 
  Opportunity Management 1. Opportunity 
  Forecasting Management 1. Sales Forecast 
  Sales Order Management 1. Sales Order 
  Product & Pricing Management 1. Item Master Data 
  2. Master Data of Product for 
Quotation 
  3. Item Pricing 
Wednesday, 
20/04/2011 
Target Management 1. Company Targets Annual 
10:00 – 12:00 2. Individual Target 
UAT Lead Management 1. Lead 
  Customer PO Management 1. Quotation 
  2. Costumer PO 
  3. Customer PO Items 
  Customer DO & Invoice 
Management 
1. Delivery Order 
  2. Invoice 
    
Step 4: User Training 
 User training divided into two, end-user training and administrator training. 
 End-user training – this training is to train user to use the system. The trainer is from PT. 
ABC and the users are the Account Executive. 
 Administrator training – this training is to train IT administrator to customize and 
manage the system. 
 
Step 5: Going Live 
 After the entire step, the CRM system is ready to go live. These are the steps that company 
done: 
 Hold meetings with everyone that involve making sure all of them are ready to go-live. 
 Announced to the company and congratulated everyone on the project team, as well as 
the users who attended the training (user motivation). 
 Created the manual guide for future training 
Conclusion 
1. Lead conversation rates and Number of lead activities are showing a good result in the four 
months of evaluation by surpassing the standard (minimum 75% for LCR KPI & 80% for 
NLA KPI). Lead conversion rate results are expectedly increased. Although it is decreased 
on the third month (81.5% on the third month comparing from 89.5% from the second 
month), it is rising immediately on the fourth month (92%). The same thing goes with 
number of lead activities result. Although it is decreased a bit in the fourth month, it is 
expected to increase again in the next couple of months. 
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 2. KPI that shows constant increases is “Average deal size”. Average deal size with the 
minimum standard of IDR 15,000,000 per project shows an increasing below-standard result 
from the first & second month (IDR 14,025,263 & IDR 14,247,269) & some good result 
increases from the last 2 months of evaluation (IDR 19,363,850 & IDR 19,511,469). 
3. There are some KPIs that have fluctuation result. They are “Monthly target”, “Number of 
new customer created” & “Number of contact that are not visited more than 1 month”. The 
pattern of those three KPIs shows that their first & third month results are below the 
standard and the second & the fourth month that meet the standard. But overall the results 
are increasing in each month. 
4. The KPI that doesn’t meet the standard in all of the four months of evaluation is 
“forecasting accuracy”. The third & fourth month show a slight increase despite the below-
standard result. 
From the results above it means the adoption of the system is getting better each month. And it 
can be concluded that if the system is used and maintained well. It will produce better performance 
and result in the future. 
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